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       To deliver great customer service and guarantee efficient operations, front desk staff need a variety of talents. The front desk of a hotel acts as the public face of the business, and the abilities of the workers in this position have a significant impact on both the success of the hospitality sector as a whole and client happiness. This journal will examine the essential abilities needed to work at a hotel front desk, examining their importance to the sector and considering how they might be used in real-world situations.
[bookmark: _Toc135672151]Key Skills for Hotel Front Desk
· Communication Skills: For front desk employees at hotels, effective communication is essential. In order to effectively identify visitor wants, give information, and address any difficulties, they must communicate clearly and succinctly. Strong communication skills are necessary whether interacting with guests in person, over the phone, or in writing. For instance, a front desk staff member who can effectively describe hotel facilities or provide suggestions for nearby activities enhances the guest experience (Brown, 2018). 
· Interpersonal Skills: Building relationships with visitors and fostering a welcome environment require strong interpersonal skills. As they frequently deal with a variety of personalities and circumstances, front desk workers should be amiable, sympathetic, and patient. They can effectively answer guests' issues and make them feel appreciated by showing active listening and empathy (Hayes and Ninemeier, 2017). For instance, a front desk employee who responds to a customer complaint professionally and empathetically can make a bad situation better.
· Organizational Skills: Working at a hotel front desk requires multitasking and managing several tasks at once. To properly handle reservations, check-ins, check-outs, and visitor enquiries, a person must possess strong organizational abilities. In a busy setting, front desk employees must set priorities, keep accurate records, and maintain organization. A well-organized front desk employee guarantees efficient operations and reduces mistakes or delays.
· Problem-Solving Capabilities: The hotel front desk position places a high importance on quick problem-solving and critical thinking. The difficulties that front desk workers frequently face include invoicing issues, disputes with room availability, and visitor complaints. To keep guests satisfied, it is essential to be resourceful and come up with innovative ideas. When confronted with an overbooking scenario, a front desk agent who offers substitute rooms or compensations exhibits great problem-solving abilities (Kim and Shin, 2019).
· Technical know-how: In the current digital age, front desk employees must be proficient in hotel management systems, reservation software, and other technology tools. They must be skilled at utilising communication channels, handling online reservations, and navigating computer systems. Being technologically savvy allows them to speedily access guest information, streamline operations, and give guests correct information.
[bookmark: _Toc135672152]Personal Reflections
I am aware of the need of these critical abilities because of what I have seen while being on placement at Premier Inn hotel. In order to respond to visitor inquiries and make sure their requirements are satisfied quickly, effective communication was essential. I was able to establish good relationships with visitors thanks to my interpersonal talents, making them feel welcomed and valued. My ability to stay organized allowed me to handle a variety of jobs well, resulting in speedy check-in and check-out procedures. The ability to solve problems and identify workable solutions was essential for preserving customer happiness. Finally, my knowledge of technology helped me to efficiently use the hotel's reservation system to provide correct information and guarantee smooth operations.
[bookmark: _Toc135672153]Applying Theoretical Knowledge in Industry
I intend to close the knowledge gap between theory and practical application by applying the academic information acquired in hospitality studies to the hotel sector. I want to apply the ideas and guidelines I have learned in the classroom the situations that can arise at the hotel front desk. This entails using efficient problem-solving approaches, effective communication strategies, and technology to improve operational effectiveness (Getz and Page, 2016). In the hotel sector, it is critical to close the knowledge gap between theory and actual practice. Although theoretical knowledge serves as a basis, the real value comes from practical application. I can convert abstract ideas into useful methods by actively participating in practical events. This not only improves my abilities but also helps the front desk of the hotel.
For instance, using my theoretical understanding of effective communication, I can interact with guests in a unique and thoughtful way that ensures their needs are addressed. I can rapidly resolve any issues or conflicts that develop by employing problem-solving strategies, minimising visitor displeasure. Additionally, by utilising technology and comprehending hotel management systems, I can simplify operations, enhance check-in and check-out procedures, and give visitors correct and recent information (Gibson, 2017).
In conclusion, a variety of essential abilities, such as communication, interpersonal, organisational, problem-solving, and technical expertise, are necessary for working at a hotel front desk. These abilities are essential for delivering outstanding customer service, guaranteeing guest happiness, and enhancing operational effectiveness. These abilities are crucial in the hospitality sector through reflecting on personal experiences and relating them to examples from the industry.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – It is your first day as a front desk associate and your manager has phoned in sick. Create an action plan and answer the following questions.

	What are you going to do to ensure that the hotel is represented well to guests?
	How will operations run smoothly throughout your shift?

	Why would you consider your plan being the most effective?

	What contingency plan will you put in place to ensure quick resolution of this scenario in the future?


	Make sure the services that the hotel is supplying are running efficiently.
	Front Office has staff to cover busy periods.
	Guests will not be waiting to be helped
	Ask another site if they can help

	Make sure the hotel is safe and in line with customers’ expectations
	Communicate with all departments.
	This way the problems will stop developing
	Make sure the handover notes are completed regularly

	Ensure there is enough staff for all departments.
	Help the department that is short in staff.
	Everything will run easily and guests will be satisfied
	Always have an extra team member on standby.

	Accurate information is provided to all guests.
	Make sure that the reception and restaurant is ready for next shift.
	The team members will have enough time to sort their shift out.
	

	All procedures are followed correctly.
	Ensure that all the departments have enough staff.
	Because everything will go efficiently
	



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	The PMS is a software that acts as a centralised computer system for organising, scheduling, and managing the day-to-day functions of an accommodation business. That is why the Property Management System is an invaluable tool.
Modern PMS combine multiple functions into a single piece of software to make guest and hotel management process as seamless and easy as possible.
The key features of a good PMS should include: Reservation management, front desk operations management, channel management integration, mobile apps, marketing support, guest communication, housekeeping management, accounting and revenue management, reports, and analytics (Brown and Hope, 2017).







	
Element 2 – Hotel reputation


	The success and competitiveness of a hotel are directly influenced by its reputation, making it a critical component of the hospitality sector. It speaks to how a hotel is viewed and perceived by its patrons, prospective clients, and the general public. A good reputation can increase customer loyalty to a brand, draw in new customers, and encourage favourable word-of-mouth recommendations (Hennig-Thurau and et. al., 2016). An unfavourable reputation, on the other hand, can harm a hotel's business. The reputation of a hotel is affected by various things. Reviews and ratings from previous visitors, particularly on online resources like social media and travel review websites, are an important consideration. These reviews inform prospective visitors' perceptions and offer insightful information about guests' experiences. A hotel's reputation is also shaped by its online presence, which includes its website, social media accounts, and online marketing initiatives (Jauhari, 2018).
Positive feedback and excellent ratings can greatly improve a hotel's reputation and draw more visitors. On the other hand, unfavourable evaluations can harm a hotel's reputation and reduce bookings. Keeping a good reputation is therefore essential. The needs of the guests can be addressed and even exceeded via excellent customer service. A great reputation can also be enhanced by offering top-notch facilities and individualised services catered to specific visitors. To preserve and improve a hotel's reputation, effective reputation management tactics are vital. Hotels may keep track of customer comments and reviews online by using reputation monitoring services, which enables them to respond quickly to any problems or issues (Kim and Mattila, 2019). Responding to input from guests, whether it be positive or negative, shows a hotel's dedication to guest pleasure and can lessen the impact of bad reviews. Using social media to interact with customers and proactively asking for feedback are other ways to maintain your reputation.






	
Element 3 - Communication 


	In order to ensure smooth interactions between staff, departments, and customers, effective communication is essential in the hotel industry. It is essential for assuring customer happiness, improving operational effectiveness, and creating a pleasant workplace. To promote effective operations, hotels use a variety of communication channels, including front desk encounters, telephone systems, email, and online chat platforms. Using these methods, visitors can ask questions, make requests, and offer feedback. For coordination and service delivery, departments and workers must communicate clearly and on time. In order to deliver consistent and individualised experiences, it makes sure that all departments are well-informed about visitor preferences, special requests, and operational changes. The coordination of tasks including room cleaning, maintenance, and check-in and check-out procedures is made easier by effective communication (Ladhari and Michaud, 2015).
However, poor communication can be a problem for hotel operations, causing misunderstandings, delays, and inaccurate information that could harm both overall operations and customer pleasure (López and Vos, 2017). In order to address these issues, hotels use efficient communication techniques. Training programs for staff include a strong emphasis on empathy, active listening, and effective communication. The use of standardised practices and protocols reduces the possibility of misunderstandings by ensuring uniformity in department-to-department communication. Technology is used to allow real-time information exchange and improve communication efficiency, such as message platforms and internal communication systems. Hotels may foster a collaborative and customer-focused environment that increases guest happiness, streamlines operations, and improves overall performance by placing a high priority on good communication (Marques and Neves, 2019).







	
Element 4 - Staffing 


	The efficient operation of hotel operations depends significantly on the quality of the staff. Customer happiness, operational effectiveness, and the overall visitor experience are all directly impacted by the calibre and commitment of the workforce. Hotels place a high priority on hiring and keeping qualified, motivated employees. The numerous departments that make up hotels have different personnel needs. The front desk, housekeeping, food and beverage, maintenance, sales and marketing, and administration are some of these divisions (Sigala, 2018). To maintain efficient operations, each department needs employees with certain skill sets and knowledge. For instance, to effectively interact with guests and respond to their questions, the front desk needs people with outstanding interpersonal and communication skills.
Programs for staff training and development are essential for sustaining high standards of service delivery. These courses give employees the abilities and information they need to do their jobs well. Training might cover topics including technical proficiency, operating processes, and customer service. Hotels may improve worker productivity, morale, and visitor pleasure by investing in training. Hotel operations may encounter difficulties with staff scheduling, workload management, and worker morale upkeep (Smith and Wang, 2018). Scheduling workers while considering employee preferences and operational needs can be a challenging undertaking. The prevention of overburdening personnel, which can result in decreased productivity and higher staff turnover, is ensured through effective workload management. Additionally, a positive work atmosphere and providing outstanding guest experiences depend on maintaining staff morale (Vrabic and Omana, 2020).


In conclusion, major components of hotel operations are property management systems, hotel reputation, communication, and staffing. To deliver excellent guest experiences, maximise operational efficiency, and achieve long-term success in the hotel business, these factors operate in concert. Hotels can create a conducive environment for delivering memorable guest experiences, improving operational performance, and remaining competitive in the dynamic hospitality industry by investing in property management systems, maintaining a positive reputation, fostering effective communication, and prioritising staffing needs.
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